Various online services for the benefits of citizens are being provided by various states in India. Major aim of providing such services online is to empower the citizens. Major implementations regarding services for citizens in India include various acts for rights of human beings in democratic states. The major problem of today's countries is corruption, bureaucracy and both are related with each other. There are so many grievances to all people residing in democratic countries like India. In Indian democratic structure Department of Administrative Reforms and Public Grievances (DARPG) is responsible for tackling the problems of grievances of various departments of different states and centre. In this paper four states and their grievance redressing system is taken into consideration. Various metrics related with the grievance portals have been considered and scale has been devised. The performance of all these four Indian states in grievance redress process has been measured on the scale. On the scale certain numerical values have been assigned for ten services as per their relevance for the citizens. Based on these values certain results have been shown in the graphical form. Various portals taken into account are HarSamadhan of Haryana, eSamadhan of Himachal Pradesh, SWAGAT of Gujarat and JanMitra of Karnatka
INTRODUCTION
A large number of government websites have been set up in India over the last few years to deliver a wide variety of information and services to its citizens. The concepts of quality and security for a website need to be quantified in some way to avoid subjective interpretations [14] .There are many areas where Information and Communication Technology (ICT) has been applied for the benefits of citizens. It may be field of reservation of tickets, payment of bills online or withdrawal of amount from ATM. Increasingly land registration, education, health care, and voting are being conducted electronically using ICT. People around the Globe from few years from now will be carrying a handheld computer connected to the Web to get the information about the World at their fingertips [22] . But there are still many areas where common man feels helpless in case his work is denied or not being done by the officials in the present governance process. One can imagine the situation when all required documents are complete with you and you are denied service from one reason or the other. This grievance mechanism system is necessary in each and every democratic state. It is the very important to have such mechanisms because one person can not have full knowledge of every department and its working. Due to lack of this knowledge persons employed there or working there try to apply various delaying techniques and person has to visit many times unnecessarily to the offices for long time. Certain employees in offices may be lethargic or may be persuading corruption in the name of facilitation fees. In such circumstance one may not have the knowledge about the hierarchical system available in various offices. One may not know whom to meet or complain if he is being ignored by the staff of particular organization. One may not have knowledge of higher authorities in the current process that can help in solving his problem. But Availability of grievance redress mechanism in the countries as well as in states may help lot in removing many difficulties of the common man. Availability of such mechanisms will ensure transparency in the working of various government departments. The rest of the paper is organized here as follows. Section 2 represents grievance redress mechanism systems in four states, section 3 defines certain metrics for the evaluation of such mechanisms, section 4 shows experimental survey and analysis, section 5 provides conclusion of the paper.
GRIEVANCE REDRESS MECHANISM IN DIFFERENT STATES
New web technologies have the potential to fulfill the aims of e-government. These technologies have the potential to increase transparency, promote citizen understanding of their government, and allow them to participate in the political process in new ways But governments are not very much serious about it. Only 20 (11%) of the 178 member UN states with Government websites provided any mechanism for citizen feedback. In 2008, only 11 percent of the 92 countries committed to utilizing citizen input gathered via egovernment websites for use in the decision making process [20] . In the emerging electronic environment, Internet plays an increasingly important role in the delivery of information, conducting business and business transactions. The main link between the enterprise supplying information and the recipient of information and services is the website. The strength of the link is essential for the distribution of information and services. Thus, the quality and security of website are of paramount importance [14] .In India many acts and rules related with citizens' convenience have been implemented. Some others may be in the pipeline in this direction. To name a few Right to Information (RTI) act 2005, Right to Education (RTE) act 2010 and Right to service (RTS) act 2011 are being implemented by keeping in mind the convenience and services for native citizens. Citizen Charter may also be one of the necessary steps in successfully implementation of such acts. Through citizen charter one may have information about the minimum & maximum time for the particular service. Through RTI act one has the right to know about the particular information which is not generally shown or visible to the users. Certain time frame has been set in this regard and after that time frame one may approach to higher authorities for necessary action and erring officials of the particular department may be fined and even jailed. In India, the number of queries related with the RTI has increased tremendously and many governments have provided this facility online and even through ubiquitous devices to its
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Public grievance system at Centre level
In India DARPG is major department for handling grievance of citizens and its related problems. In the early stages this job was started department wise but some departments could not make much progress in this field. Hence Government started an online web enabled portal -Centralized Public Grievance Redress and Monitoring System (CPGRAMS) in 2007, which helps in streamlining of the registration, transmission, tracking and monitoring of grievances both at the citizen and departmental level [1] . Various features of CPGRAMS [5] include 24×7 facility for citizens to post grievance and grievance of more than 20 departments can easily be posted and handled from one stop portal. Task of various departments, organizations, governments has been simplified in the manner that they can do effective monitoring for pending grievances. It facilitates the generation of automated letters like acknowledgement and final reply letters etc. It can handle grievances and complaints received manually in the concerned office, department or organization by entering them, forwarding them to the concerned may be subordinate organizations, departments or offices. It can help in checking the status of the various grievances by users and departments. Various officials have been trained for handling grievances online and departments having more public dealing have been taken into consideration. The system has two interface one for the citizens and other for the concerned departments. One can send his query or grievance directly to the concerned Ministry/Department and get an immediate acknowledgement, can expect a reply from the department in two months. But two month tome is more and must be reduced to bring transparency and confidence of people in the present system. Various useful reports can also be generated from this system and communicate with the complainant. It is very convenient system for citizens and they also have facility to issue reminders to redress grievances speedily. Centre government has received 27,272 public grievances in the year 2011from different states [16] . Out of these 4,976 were received from Tamil Nadu state and 1084 from Haryana. Various common features of this grievance portal are here as follows.
(1) It is easy to use and operate for users and departments.
(2) It is online system based on web technology and grievances can be lodged from anywhere on 24×7 basis. (3) Users get acknowledgement and time to be taken for redressing the grievance. (4) Grievance can be forwarded at the same time to many departments and related sub departments online within seconds and there is control on red tapism. (5) Departments can load grievance online if any citizen files a written (offline) grievance to any department. (6) Local language (Hindi) i.e. National Language facility is here to use the portal.
Various useful reports can be generated from this system. (8) Networking of all the public grievance officers on a single platform which facilitates better monitoring at highest level [7] .
(9) Grievance related documents can be attached after scan and these scanned documents can also be seen at all levels wherever the grievance is transferred.
Haryana
It is mission of every government whether state or centre to make governance effective, transparent and provide online solutions and feedback, reduce delivery costs. The increased level of education, income and awareness has given birth to more and more aspirations and expectations of people. To meet expectations of citizens many states in India have implemented online grievance redress online Systems.
Haryana is the first State in the country to launch a Web Portal based Centralized Public Grievances Redress And Monitoring System known as 'Harsamadhan' [3] to provide a quick grievance redress mechanism to empower the citizens [4] . CPGRAMS has been implemented in Haryana on pilot basis in june 2010 in association with State Government and National Informatics Centre (NIC) state centre, Haryana. 'Harsamadhan', is a Centralized Public Grievances Redress and Monitoring System and named appropriately with meaning 'solution for grievances of everyone' and solutions of grievances in Haryana.It is an online, paperless and timesaving process to handle grievances. The user friendly new portal will help people getting their grievances redressed quickly and satisfactorily. It would prove a significant step in the field of e-governance in the state and provide solutions of the problems and inconveniences of the common man [6] . But by looking at the number of cases the website has received until recently -and indeed the number of cases resolved as yet -the whole thing seems not to be good at all. Portal has received no more than 288 complaints since its launch in 2010, out of which 269 cases remain pending with several departments [8] . These figures show that neither the citizenry nor the bureaucracy might be ready to accept the new shift towards technology and governance. As per NIC officials only 16 cases registered on harsamadhan.gov.in have been solved and disposed of as yet, Out of a total of 288 cases, 269 haven't been solved. Sixteen cases have been solved and three needed no action [8] . But this does not mean there is fault in the system. Reasons may be lack of interest in the stakeholders, training work, advertisement regarding the facility available to rural population. There is need to reduce the time for solving a grievance whichever it may be. In case of birth certificate grievance Haryana portal is taking one month time to resolve. Moreover users may be motivated to use such online portals but it is also responsibility of the departments to redress grievance in a speedy manner so that more and more people may be enthusiastic to use such portals. Concerned officials not cooperating in the online redressing process must be punished by any of the ways may be transfer, increment stoppage, or any other means. Certain benefits of grievance portal are here as follows.
(1)Such portals are useful and easy to use for citizens, governments and various departments. [12] . SMS facility is also being used by these centres for sending status of the service to the citizens, when the information/ service is ready for delivery or there is some deficiency in the documents submitted by the citizen to avail a service. For promoting IT skills in colleges computer labs have been provided to students at degree and post graduate level in various Government colleges of Himachal Pradesh. eMarg Darshan [10] project attempts to provide information about various welfare schemes provided to citizens by state Government. E-iph (e-Irrigation and Public Health), Irrigation and Public Health Department has implemented a project called e-iph which automates its functions by various other systems like e-Sameeksha, e-Sanchalan, e-Samadhan and eService. e-Sameeksha is a Control Management Process that helps in monitoring of works. E-Sanchalan helps in execution of works by automation of day-to day business process. ESamadhan has been implemented in the system to handle the public grievances of the state in December 2008 [18] . EService is a personnel Management Information System (MIS) system for keeping a record of the employees working within the department. All these systems constitute the e-iph system. E-Samadhan is the Grievance Redressal System portal of the Government of Himachal Pradesh. It is web-based software for speedy redress of grievances that has been developed by NIC, Himachal Pradesh using ASP.NET. It gives an instant view of the grievance to both, the concerned office and the public. It also shows the department-wise pending summary of the grievances. This project has enhanced transparency and accountability and reduced paper work and corruption [10] . Each grievance registered on the portal would get a unique identity number and would help the user in tracing the status of the grievance later on by the user. Snap shot of home page of the Portal e-Samadhan and Inaugural session of the portal is shown in Figure 2 and 3 below. 
Gujarat
Gujarat is the state which is rich from both states not only in size and facilities but also in implementation of eGovernance. The state comes under aspiring leaders' category which is among top leaders among various states in eGovernance. Government has interaction with its people through various means. Some of the means are Yojana, forms and schemes. Grievance redress and monitoring of complaints related to delivery of services is another type of C2G Citizen Government transaction [11] . Some of the successful eGovernance projects initiatives taken by Gujarat are in the area of Land record computerization, Gujarat Geographic information system, Gujarat State wide area network and State-Wide Attention on public Grievance by Application of Technology (SWAGAT) [13] . The SWAGAT system comprises of an online public portal and video-conferencing setup that connects the Chief Minister to all the district and sub-district level officers, as well as the complainant in real time. SWAGAT has an integrated grievance tracking module that tracks the progress of each complaint from the time it is filed. It is a three-tier grievance redress system in Gujarat: Taluka, District and State level. All grievances are reviewed by the Chief Minister himself. Here grievances are handled at various levels by officers and grievance is passed automatically at higher level officers if it not solved for a specific period at this stage by the current grievance officers. This hierarchy goes up to Chief Minister Office level. The grievance which is not sorted at all these mid between levels goes to Chief Minister and Chief Minister himself conducts a hearing via videoconference on the 4th Thursday of every month. All Taluka and District-level officers and all secretaries join the hearing online, along with complainants whose grievances are yet to be resolved. The following figure  4 and 5 completely explains the working of the SWAGAT and homepage of the Gujarat portal respectively. 
Fig 5 Gujarat portal Homepage
The CM's official Website [15] is the central hub of all things related to him. This website is a comprehensive repository of information on his activities, plans and views. The portal is available in five languages -Hindi, English, Gujarati, Marathi and Sanskrit. Disposal rate of grievances of this portal is 92.45 % [13] .This project has earned so many rewards at National and International Levels. With the rollout of Gram SWAGAT, in February 2011, the system has now reached villages and will help villagers to file or lodge their grievances sitting at their homes. Working of SWAGAT is shown in figure 6 below.
Karnatka
Karnataka has been ranked as leader in e-Readiness in the country by Department of Information Technology (DIT) Government of India (GOI). The state has implemented several e-Governance projects like Bhoomi and Nemmadi which can be replicated in other states. All procurements are made online to enhance transparency in the system. KSWAN project being implemented for connecting various departments and their services [19] . Bangalore One (B1) aims to provide integrated services to the citizens using Information and Communication Technology (ICT) to enhance speed, convenience and certainty in providing citizen services. Major aim of the B1 is to provide citizens all G2C and G2B one stop services in efficient, reliable, transparent and integrated manner on self sustained basis and through multiple delivery channels (Kiosks, mobiles and Internet) [17] 
Fig. 6 Working of SWAGAT [15]
.Janmitra is a public grievance redress system which provides multiple channels for a citizen to file grievances or provide feedback through the helpline (by a phone call) or through a website or through their mobiles, or through post [21] . Snapshot of Janmitra portal is shown in figure 7 below. 
METRICS FOR ASSESSMENT OF PORTALS
Since the portals are related with the grievance redress mechanism special metrics need to be taken care of. There are number of metrics to assess performance of web portals but here one will have to take only metrics related with the performance of grievance redress portals. Scale taken into consideration is 1-10.
Fig. 8 HarSamadhan in Hindi
If a portal is having the facility it is awarded 7-9 and if facility is not available then on scale 1-3 are given. Ultimately by adding the scores of each of the portal maximum weighted portal are reckoned as best out of all these. Performance of all other portals is also based on the total of their weights as per their performance. Metrics considered for these portals are shown here in a table 1.
EXPERIMENTAL SURVEY AND ANALYSIS
The Four above mentioned portals have been tested on the certain metrics mentioned in table 1. On the basis of that analysis certain scores have been given to each of the portals on the basis availability or popularity of particular metric. figure 9 ) shows the unavailability of the sitemap option which is helpful feature for knowing what information can be available from the portal. ESamadhan portal of Himachal Pradesh is also lacking on this feature of sitemap. But it has more information and facilities as compared to Harsamadhan. On SWAGAT portal other important information on the columns namely governance, media, interact, e-books, citizen journalism, downloads, gallery and you said it is available, also various comments by citizens are also available on the portal which motivate the other users to avail the facility to redress their grievances. Complete working of the grievance redress mechanism is available on the portal. But Sitemap option is also not available on this portal. Janmitra is portal used by Karnataka government to tackle issues of grievances. This portal is divided into three parts namely Bangalore rural, Dharwad and Kolar. English and Kanadda are the language options provided for entering grievances on the portal. Grievances or complaints may be lodged through various methods namely, telephone, web, mobile phone and postal. Number of grievance received through various modes is also available on the portal. The number of total visitors of the sites is also shown on the portal. Sitemap option is also not available on the portal. Hence each of these portals is assigned weights 1 to 3.
(2) FAQ: It is an important option and must be available at every portal to go further for getting information from the portal. It must have questions that what information or functions can be performed with the help of the portal. FAQ must include the questions about maximum time to redress a grievance of a particular department and that will increase the transparency in the system and would increase the utilization of the portal by users. FAQ facility is available on the eSamadhan portal of Himachal Pradesh whereas other state portal lack on this feature. Hence eSamadhan is given the weight age 9 and others are awarded from 1 to 3.
(3) News and events: Portals related with grievance redress must flash certain news related with the use of the portal or its grievance mechanism so that more and more people may start using it. Particular information, like on SWAGAT the particular day for handling grievance, related cases may be flashed to the users so that they may utilize the facility. But such feature is not available at any of these grievance redress portals. Each of the portals is assigned 1 to 3 weights.
(4) Grievance status knowing facility: Once grievances/complaints are lodged by citizens they must be able to know the status of their grievances or complaints. They must be able to know the action officials have taken in this regard. Haryana and Himachal portals have this facility for getting information about the action taken by the officials about the particular grievance on the basis of the grievance registration number which is obtained at the time of the lodging the grievance. Whereas in the case of Gujarat, citizens can directly see the working of the complete redress process in the presence of the concerned officials and Hon'ble Chief Minister. In case of JanMitra citizens are provided status updates and alerts by the portal. After completion of a particular grievance case concerned citizens are informed accordingly about the result of the grievance. Hence on the scale SWAGAT is on 8, Janmitra, Harsamadhan and eSamadhan are on 7 each.
(5) Information richness and popularity:
Citizens portals must have facility to get related information Number of visitors determines that over all on the scale Himachal portal is on 9, Gujarat is on 8 whereas Karnatka is on 7 and Haryana is on 3 as the number of grievances redressed by Haryana is very less. In Janmitra status of the complaint or grievance is communicated back to the complainant -the communication loop becomes complete. Grievance is tracked till its completion. Here complaints are indexed and assigned to authorities from respective departments who will interact with the complainant directly over phone/email or in person, as the case may be, to take it to closure. Although information is not more yet there is a lot of overlapping of information on the portal. SWAGAT portal is having more information including latest news, e-books and other political news. It has also links with the face book and twitter. On the scale Himachal is on 9 and Gujarat is on 8 point scale whereas Haryana and Karnataka are on 3 and 7 respectively. (9) Impact: Impact on the citizens can be known through the number of visitors and information available on the portal. More and more people will be using the portal if their grievances are redressed within a short span of time. There is also need of providing grievance redressing facilities for those departments which are mainly attached or related with public dealing and rural population. Janmitra provides the facility for rural people and SWAGAT program in Gujarat has been extended up to village level in the name of GRAM SWAGAT as on 1st February 2011. SWAGAT Online program has helped the rural people living even in remotest corner of the state in getting their problems solved quickly. On the scale Himachal portal is on 8, Karnatka and Gujarat on 7 and Haryana on 3.
(10) Grievances redressed rate: On Himachal portal eSamadhan total grievances received are 26614 and grievances redressed are 24136, whereas demands received are 15010 and total demands disposed of are 11719 which comes out to be 90.69 % and 78.07 respectively. Disposal rate of grievances of the SWAGAT portal is 92.45 %. On Haryana Portal position is very bad and 93.4 % of the grievances are in pending state. As per source [8] out of 288 complaints registered 269 cases still remain pending with several departments. Whereas Centre CPGRAMS has received 1,72,487 complaints in 2011, and out of these1,47,028 have been disposed of and this comes out to be 85.24% . In case of Janmitra one is not able to find the status and hence has been awarded 2 on the scale. Whereas SWAGAT has been awarded 9, eSamadhan 8 and Harsamadhan 1 point on the designated scale.
CONCLUSION
Effective and timely redressing of public grievances is an important question in democratic state like India. In democratic countries redressing of public grievances is main characteristic of responsive and responsible governments. Now a lot of progress has been made by many states in the era of e-Governance and new and new services are being provided online to the citizens of the state. Old methods of governance will have to be swapped to give way to new and 
